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Every  day,  agencies  of  the  Federal  government  make  decisions  that  affect  all 
of  us  as  consumers.  In  the  years  before  I  became  President,  I  had  first-hand 
experience  with  the  frustration  many  consumers  feel  when  they  try  to  express 
a  concern  or  raise  a  problem  with  the  government  bureaucracy.  So,  I  believe  it 
is  essential  that  strong  action  be  taken  to  assure  consumers  access  to  their 
government  with  their  concerns  being  heard.  And  as  President,  I  have  taken 
such  action. 

In  September  1979, 1  signed  Executive  Order  12160 — the  Consumer’s  Executive 
Order — to  improve  consumer  programs  in  agencies  of  the  Federal  government. 
This  requires  agencies  to  take  specific,  concrete  steps  to  ensure  that  the 
consumer  point  of  view  is  considered  when  decisions  are  made  affecting 
consumers.  It  also  established  the  Consumer  Affairs  Council  to  develop 
effective  consumer  programs  in  the  Federal  government,  and  to  help  imple¬ 
ment  the  Consumer’s  Executive  Order. 

Last  December  and  February,  Federal  agencies  published  draft  consumer 
programs  for  public  comment  and  review.  Based  upon  review  of  your  com¬ 
ments  these  agencies  today  are  publishing  their  final  consumer  programs.  If 
you  take  a  moment  to  examine  the  consumer  programs  of  the  agencies  w'hich 
interest  you  I  think  you  will  agree  we  have  made  substantial  progress  toward 
increasing  government  responsiveness  to  your  needs  and  wishes. 

The  improvement  of  communication  between  consumers  and  government  has 
been  a  fundamental  priority  of  my  Administration.  I  have  directed  that  the 
Federal  documents  you  deal  with  every  day  be  written  in  plain,  understand¬ 
able  English. 

But  even  clearly  written  documents  from  the  government  will  not  be  enough 
unless  you,  in  turn,  speak  to  the  government.  This  is  the  basis  of  the  Consum¬ 
er’s  Executive  Order:  to  make  it  easier  for  you  to  talk  to  your  government  and 
to  guarantee  that  the  government  listens.  Letting  us  know  what  you  think  is 
your  right,  and  it  is  a  right  I  encourage  you  to  exercise.  It’s  your  government; 
help  us  make  it  better! 
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CONSUMER  AFFAIRS  COUNCIL 

A  Report  on  the  Implementation  of  Executive  Order  12160 
agency:  Consumer  Affairs  Council. 

ACTION:  A  Report  on  the  Implementation  of  Executive  Order 
12160. 


SUMMARY:  In  cooperation  with  the  Consumer  Affairs 
Council,  agencies  of  the  Federal  government  are  today 
publishing  final  consumer  programs.  The  programs  follow 
this  preamble.  We  are  taking  this  action  in  response  to 
Executive  Order  12160,  "Providing  for  Enhancement  and 
Coordination  of  Federal  Consumer  Programs.”  We  expect 
this  action  will  result  in  Federal  Consumer  programs  that  are 
effective  and  responsive  to  the  needs  and  wishes  of 
American  consumers. 

DATES:  The  consumer  programs  in  this  publication  are  to 
become  effective  no  later  than  July  9, 1980. 

ADDRESSES:  1.  For  the  address  of  a  particular  agency,  see 
that  agency’s  consumer  program. 

The  address  of  the  Consum’er  Affairs  Council  is  495  Old 
Executive  Office  Building,  Washington,  D.C.  20500. 

FOR  FURTHER  INFORMATION  CONTACT: 


If  Your  Question  Contact  Telephone 

is  About  Number ' 


The  Consumer’s  Alan  Weiss .  202  456-2237 

Executive  Order 
(generally). 

The  Consumer  Affairs  Belle  B,  O'Brien .  202  456-2237 

Oiuncjl. 

Exemptions  from  the  Mark  Goldberg .  202  456-6226 

Executive  Oder/ 

Legal 

Interpretations. 

Ojmsumer  Belle  B.  O'Brien .  202  456-2237 

Participation. 

Consumer's  Mark  Goldberg .  202  456-6226 

Perspective  in 
Agency 

Decisionmaking. 

Informational  Charlotte  Nyheim .  202  755-8810 

Materials. 

Complaint  Handling .  Roger  Goldblatt .  202  755-8820 

Evaluation  of  Agency  Richard  Ck)Ok .  202  456-2237 

Programs. 

QMS  Budget  Initiative.  Mark  Goldberg .  202  456-6226 

OPM  Personnel  Meredith  Femstrom ...  202  377-5001 

Initiative. 

OPM  Training  Initiative  Lee  Gray .  202  426-4520 

This  Publication .  Gregory  Jones .  202  456-2237 


'  The  telephone  numbers  appearing  here,  and  elsewhere  in 
this  report,  are  not  toll-free  numbers,  unless  we  tell  you  other- 
•  wise. 

SUPPLEMENTARY  INFORMATION: 

A  REPORT  ON  THE  IMPLEMENTATION  OF  EXECUTIVE 
ORDER  12160 

What’s  Inside 

I.  WHAT  IS  THE  CONSUMER’S  EXECUTIVE  ORDER? 

II.  WHERE  THINGS  STAND 

III.  THERE’S  MORE  YOU  SHOULD  KNOW 

IV.  WE  GET  LETTERS! 

V.  WHERE  DO  WE  GO  FROM  HERE? 

More  Useful  Information 

1.  The  Consumer’s  Executive  Order 

2.  Guidelines  for  Implementing  the  Consumer’s  Executive 
Order 

3.  Consumer  Contacts  in  Federal  Agencies 


1.  WHAT  IS  THE  CONSUMER’S  EXECUTIVE  ORDER? 

The  Consumer’s  Executive  Order,  Executive  Order  12160, 
is  a  directive  to  Federal  agencies  to  adopt  consumer 
programs  that  are  effective  and  responsive  to  consumers. 

The  Order  requires  agencies  without  consumer  programs  to 
establish  consumer  programs  and  those  with  consumer 
programs  to  strengthen  them.  The  Order  requires  that 
consumer  programs  meet  the  specific  standards  it  sets  out. 

A.  Background 

Over  the  past  three  and  one-half  years,  three  of  President 
Carter’s  major  goals  have  been  to  make  it  easier  for  you  to 
talk  to  agencies  of  the  Federal  government,  to  make  sure  that 
the  agencies  respond  to  you,  and  to  ensure  that  the 
consumer’s  point  of  view  is  considered  when  agencies  make 
decisions.  We  have  made  good  progress  in  all  of  these  areas: 
Federal  agencies  today  listen  to  and  serve  consumers  more 
effectively  than  they  ever  have,  and  Federal  employees  in 
many  agencies  assure  that  the  impact  of  agency  decisions  on 
consumers  is  considered  before  those  decisions  are  made. 

In  spite  of  these  real  improvements,  dealing  with  agencies 
of  the  Federal  Government  can  still — unfortunately — be  a 
hassle.  Whether  you  are  trying  to  get  a  satisfactory  reply  to  a 
question  or  complaint  or  to  make  your  voice  heard  in  an 
agency’s  policymaking  or  regulatory  proceedings, 
communicating  with  a  Federal  agency  can  sometimes  be 
difficult.  Unlike  many  special  interests,  which  can  afford  to 
pay  attorneys  and  other  experts  to  make  sure  the 
government  takes  their  views  into  account,  average 
consumers  often  lack  representation  before  Federal 
agencies;  and  all  too  often,  policies  are  made  without  the 
advantage  of  the  consumer’s  perspective. 

The  Consumer’s  Executive  Order  helps  to  change  all  that. 
The  Order  establishes  specific  standards  for  Federal 
agencies  and  requires  concrete  changes  in  the  way  agencies 
do  business  with  consumers.  The  Order  says  that  a  Federal 
agency  must  listen  to  consumers  and  take  what  consumers 
say  into  account  when  it  makes  decisions.  The  Order  helps 
get  consumers  “inside”  an  agency  when  decisions  are  being 
made.  More  importantly,  the  Consumer’s  Executive  Order 
helps  competence  in  Federal  agencies:  competence  assuring 
that  consumers’  needs  and  concerns  are  forcefully  and 
effectively  addressed  when  agencies  make  decisions.  There 
are  already  many  competent  and  expert  Federal  employees 
effectively  serving  consumers,  and  the  Executive  Order 
makes  sure  that  their  competence  and  expertise  continue  to 
grow. 

B.  How  Was  the  Consumer’s  Executive  Order  Developed? 

In  April,  1978,  President  Carter  asked  his  Special  Assistant 
for  Consumer  Affairs  to  look  for  ways  to  bring  about  more 
consumer  involvement  in  government.  He  asked  the  Special 
Assistant  for  Consumer  Affairs  to — 

•  Review  the  consumer  programs  of  Fjederal  agencies  to 
see  if  there  was  a  n^cianingful  consumer  presence  in  each 
agency  and  whether  existing  programs  were  consistent  with 
the  consumer  policies  and  goals  of  his  Administration; 

•  Coordinate  Federal  consumer  programs  to  aviod 
duplication  and  to  ensure  their  proper  administration;  and, 

•  Recommend  how  to  increase  the  involvement  of 
consumers  in  agency  decisionmaking  and  advise  him  on  how 
well  agencies  were  responding  to  consumers. 

After  a  detailed  and  intensive  study,  the  Special  Assistant 
for  Consumer  Affairs  drew  these  conclusions; 

1.  Many  consumer  programs  in  Federal  agencies  were  not 
effective.  They  contained  neither  the  standards  not  the 
'  authority  for  their  own  maintenance. 
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2.  Federal  ofTicials  too  often  interpreted  “consumer 
representation"  at  an  agency  as  the  dissemination  of 
favorable  information  about  the  agency. 

3.  Agencies  should  give  consumers  sufficient  opportunity 
to  participate  in  agency  proceedings. 

4.  Federal  consumer  programs  should  be  functioning  in 
these  areas: 

•  Consumer  advocacy; 

•  Consumer  participation: 

•  Training  of  agency  personnel  in  consumer  affairs  and 
technical  assistance  to  consumer  groups; 

•  Consumer  education  and  information:  and. 

•  Complaint  handling. 

Few  Federal  agencies  measured  up  in  all  of  these  areas, 
although  some  agencies  did  have  well  developed  and 
imaginative  consumer  programs. 

On  the  basis  of  the  conclusions  she  drew  about  existing 
Federal  consumer  programs,  the  President’s  Special 
Assistant  for  Consumer  Affairs  recommended  that  the 
President  issue  and  Executive  Order  to  improve  Federal 
consumer  programs.  The  President  signed  such  an  Executive 
Order,  Executive  Order  12160,  on  September  26, 1979. 

C.  What’s  In  The  Consumer’s  Executive  Order? 

The  Consumer’s  Executive  Order  established  a 
comprehensive  Federal  policy  to  guide  agencies  in 
responding  to  consumer  issues.  It  also  stimulates  the  growth 
of  an  effective  and  competent  group  of  Federal  employees 
responsible  for  consumer  affairs  by  giving  then  additional 
tools  with  which  to  serve  consumers.  A  summary  of  the  more 
important  provisions  of  the  Order  follows; 

/.  Consumer  Affairs  Council 

The  Order  establishes  the  Consumer  Affairs  Council  to 
provide  leadership  and  coordination  for  Federal  consumer 
programs.  The  Council  in  currently  composed  of 
representatives  of  twelve  Cabiner-level  Departments.  (The 
Department  of  Education  is  not  yet  a  member,  since  it  began 
operating  on  May  7, 1980.)  The  President’s  Special  Assistant 
for  Consumer  Affairs  chairs  the  Council. 

2.  Consumer  Program  Reforms 

By  July  9, 1980,  each  agency  should  have  a  consumer 
program  designed  to  meet  the  needs  and  interests  of 
consumers.  The  Order  requires  the  consumer  program  of 
each  agency  to  have  at  least  five  elements; 

•  Consumer  Affairs  Perspective.  Each  agency  is  required 
to  have  a  professional  consumer  staff  that  participates  in  the 
formulation  of  the  agency’s  rules,  policies,  programs,  and 
legislation. 

•  Consumer  Participation.  Each  agency  is  required  to  act 
to  ensure  that  individual  consumers  and  consumer 
organizations  are  able  to  participate  effectively  in  the 
development  of  the  agency’s  rules,  policies,  programs,  and 
legislation. 

•  Informational  Materials.  Each  agency  is  required  to 
produce  and  distribute  informational  materials  useful  to 
consumers. 

•  Education  and  Training.  Each  agency  is  required  to 
educate  and  train  its  staff  in  the  principles  of  the  Executive 
Order,  and  in  the  skills  needed  to  implement  the  Order 
effectively.  The  philosophy  of  the  Order  is  supposed  to 
become  the  philosophy  of  the  agency. 

•  Compliant  Handling.  Each  agency  is  required  to 
establish  a  systematic  procedure  for  effeciently  handling 
consumer  compliants.  The  agency  is  supposed  to  use  the 
compliants  of  consumers  when  it  makes  policy. 


3.  Senior-Level  Oversight 

Each  agency  is  required  to  designate  a  senior-level  official 
to  coordinate  its  consumer  program.  This  official  is  to  report 
directly  to  the  head  of  the  agency.  The  official’s  consumer 
oversight  responsibility  must  be  his  or  her  only 
responsibility, 

4.  Budget  Review 

Each  year,  each  agency  is  to  provide  the  Office  of 
Management  and  Budget  (0MB)  with  data  showing  the 
resources  the  agency  intends  to  devote  to  its  consumer 
program.  The  Chairperson  of  the  Consumer  Affairs  Council 
will  report  to  0MB  on  the  adequacy  of  the  resources  each 
agency  proposes  to  devote  to  its  consumer  program. 

5.  Exemptions 

Not  all  Federal  agencies  have  to  comply  with  the 
Consumer’s  Executive  Order.  The  only  ones  that  are  required 
to  comply  are  Cabinet  Departments  and  the  agencies  of  the 
Executive  Branch.  (An  agency  belongs  to  the  Executive 
Branch  if  its  head  serves  at  the  pleasure  of  the  President.) 
The  Order  exempts  from  its  coverage — 

•  Independent  regulatory  agencies; 

•  Agencies  to  the  extent  their  activities  involve  military  or 
foreign  affairs  regulations,  agency  management  or  personnel 
regulations,  procurement  regulations,  or  regulations  issue 
during  an  emergency:  and, 

•  Agencies  to  the  extent  they  are  able  to  prove  to  the 
Chairperson  of  the  Consumer  Affairs  Council  that  their 
activities  have  “no  substantial  impact”  on  consumers. 

Most  of  the  independent  agencies  (that  is,  agencies  not  of 
the  Executive  Branch)  are  implementing  the  Order 
voluntarily.  Agencies  that  were  exempted,  and  that  are  not 
implementing  the  Consumer’s  Executive  Order,  include: 

AGENCY 

Agency  for  International  Development 
American  Red  Cross 
Central  Inteligence  Agency 

Committee  for  the  Purchase  from  the  Blind  and  Other 
Severely  Handicapped 
Farm  Credit  Administration 
General  Accounting  Office 
Government  Printing  Office 
International  Communications  Agency 
National  Academy  of  Science 
National  Aeronautics  and  Space  Administration 
National  Capital  Planning  Commission 
National  Foundation  on  the  Arts  and  Humanities 
National  Labor  Relations  Board 
Occupational  Safety  and  Health  Review  Commission 
Office  of  Personnel  Management 
Railroad  Retirement  Board 
Selective  Service  System 
Water  Resources  Council 

For  the  agencies  that  c//f/ propose  consumer  programs  in 
December  1979  or  February  1980,  this  chart  tells  you  which 
agencies  were  required  to  comply  with  the  Executive  Order 
and  which  were  not:  ’ 

REQUIRED  TO  COMPLY 
ACTION 

Administrative  Conference  of  the  United  States 

Agriculture  Department 

Civil  Rights  Commission 

Commerce  Department 

Community  Services  Administration 

Defense  Department 

Energy  Department 
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Environmental  Protection  Agency 
Equal  Employment  Opportunity  Commission 
Federal  Emergency  Management  Administration 
General  Services  Administration 
Health  and  Human  Services  Department  * 

Housing  and  Urban  Development  Department 

Interior  Department 

Justice  Department 

Labor  Department 

Small  Business  Administration 

State  Department 

Tennessee  Valley  Authority 

Transportation  Department 

Treasury  Department 

Veterans  Administration 

NOT  REQUIRED  TO  COMPLY 

Civil  Aeronautics  Board 
Commodity  Futures  Trading  Commission 
Consumer  Product  Safety  Commission 
Federal  Communications  Commission 
Federal  Deposit  Insurance  Corporation 
Federal  Reserve  Board 
Federal  Trade  Commission 
Interstate  Commerce  Commission 
National  Credit  Union  Administration 
National  Transportation  Safety  Board 
Postal  Rate  Commission 
Merit  Systems  Protection  Board 
United  States  Postal  Service 
Securities  and  Exchange  Commission 

Some  agencies  have  not  been  participating  in 
implementing  the  Consumer’s  Executive  Order  so  far,  but  do 
plan  to  adopt  consumer  programs  in  the  future.  These 
agencies  include — 

Department  of  Education 
International  Trade  Commission 
U.S.  Metric  Board 
Nuclear  Regulatory  Commission 

When  these  agencies’  consumer  programs  are  ready,  they 
will  be  published  in  the  Federal  Register. 

11.  WHERE  ’THINGS  STAND 

In  December  1979  and  February  1980,  a  total  of  37  Federal 
agencies  published  their  proposals  for  complying  with  the 
Consumer’s  Executive  Order.  The  Special  Assistant  for 
Consumer  Affairs  carefully  evaluated  the  draft  programs. 
Based  upon  these  evaluations,  as  well  as  the  comments  of 
consumers,  consumer  organizations,  and  others,  agencies 
have  revised  their  programs  to  meet  more  fully  the 
requirements  of  the  Order. 

A.  The  Draft  Programs 

Section  1-501  of  the  Consumer’s  Executive  Order  required 
agencies  to  publish  their  draft  consumer  programs  outlining 
how  they  intended  to  comply  with  the  Order  within  60  days 
of  the  issuance  of  the  Order.  Thirty-one  agencies  published 
draft  programs  on  December  10, 1979.  Five  agencies 
published  programs  on  February  4, 1980.  One  agency 
published  its  program  on  February  6, 1980.  You  may  obtain 
copies  of  these  draft  programs  from  the  Consumer 
Information  Center,  Department  645H,  Pueblo,  Colorado 
81009. 

Most  agencies  gave  consumers  90  days  to  comment  on 
their  programs.  To  make  it  easier  for  consumers  to  comment, 
many  agencies  included  a  “Consumer  Response  Form’’  with 
their  programs.  In  addition,  many  agencies  conducted 

'  Formerly,  the  Department  of  Health,  Education,  and  Welfare. 


extensive  “outreach’’  activities  to  make  sure  that  consumers 
were  aware  of  their  programs.  On  February  6. 1980,  the 
Consumer  Affairs  Council  sponsored  a  workshop,  at  which 
the  representatives  of  about  40  agencies  were  available  to 
discuss  their  agencies’  programs  with  consumers.  All  of 
these  efforts  were  part  of  a  major  drive  (which  reached 
thousands  of  consumers)  to  get  the  word  out  about  the 
Executive  Order  and  what  agencies  were  proposing  to  do  to 
implement  it. 

B.  Public  Comment  on  the  Draft  Programs 

Section  1-502  of  Executive  Order  12160  asks  agencies  to 
include  in  their  final  programs  discussions  of  the  comments 
they  received.  It  also  asks  agencies  to  talk  about  how  their 
final  programs  reflect  the  public’s  comments.  On  March  5, 
1980,  the  Consumer  Affairs  Council  sent  the  agencies 
guidelines  to  use  when  discussing  the  public’s  comment  on 
their  draft  programs.  We  asked  each  agency  to — 

•  Summarize  statistically  the  comments  it  received, 
according  to  the  source  of  the  comments; 

•  Discuss  the  comments  it  received  on  the  various  specific 
parts  of  the  agency’s  program; 

•  Talk  about  any  general  comments  the  agency  received, 
not  directly  related  to  specific  parts  of  the  program;  and 

•  List  the  changes  in  its  final  program  it  made  in  response 
to  public  comments. 

"The  agencies  were  asked  to  summarize  the  oral  comments 
they  received  on  their  draft  programs.  We  also  made  several 
other  suggestions  about  the  way  in  which  the  final  programs 
should  be  prepared. 

C.  Evaluation  of  the  Draft  Programs 

The  Executive  Order  gives  the  Chairperson  of  the  Council 
the  authority  to  approve  or  disapprove  the  agencies’ 
programs,  and  the  staff  has  conducted  thorough  and 
comprehensive  evaluations  of  the  draft  programs.  In 
evaluating  the  draft  programs,  we  concentrated  our  effort  on 
the  programs  of  the  agencies  that  were  required  to  comply 
with  the  Order.  Throughout  our  evaluations,  we  worked 
closely  with  the  agencies  to  make  sure  that  the  final 
programs  were  the  result  of  a  cooperative  effort  between  the 
Council  and  the  agencies. 

1.  What  Did  We  Do? 

Evaluating  an  agency’s  program  for  compliance  with  the 
Consumer’s  Executive  Order  is  a  straightforward  task,  and  it 
is  a  task  made  easier  with  the  help  of  a  detailed  set  of 
guidelines  for  implementing  the  Executive  Order  which  we  • 
developed  and  sent  to  all  participating  agencies  in  October, 
1979.  (These  guidelines  appear  after  this  preamble.) 

The  Executive  Order  and  the  guidelines  are,  to  some 
extent,  “performance  oriented,’’  not  “design  oriented."  They 
tell  agencies  what  to  do,  but  not  (in  most  cases)  how  to  do  it. 
This  provides  each  agency  with  some  flexibility  to  tailor  its 
consumer  program  to  its  own  organizational  setting. 

In  working  with  the  agencies,  we  used  the  specific 
requirements  of  the  Executive  Order  and  the  guidelines  to 
assess  each  agency’s  compliance  with  each  of  the  Order’s 
requirements.  There  were  a  few  instances,  though,  in  which 
common  sense  required  us  to  examine  an  agency’s  program 
differently.  For  example,  the  very  small  size  of  some 
agencies,  such  as  the  Administrative  Conference  of  the 
United  States  (23  employees),  clearly  prevented  total 
compliance  with  the  Order.  But  even  in  these  very  few  cases, 
the  goal  was  still  substantial  compliance  with  the  Order. 

2.  How  did  we  review  the  programs? 

We  conducted  our  reviews  of  the  agency  programs  at  the 
same  time  consumers  were  conducting  their  own  reviews. 
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We  were  very  interested  in  what  consumers  had  to  say 
about  what  the  agencies  had  proposed,  and  that  is  why  we 
asked  the  agencies  to  discuss  the  comments  they  received  in 
some  detail.  We  wanted  to  be  sure  that  the  agencies  took  the 
comments  of  consumers  into  account  when  they  wrote  their 
final  programs. 

For  reviews  of  the  proposed  programs  of  the  Cabinet 
departments  and  Executive  Branch  agencies,  we  developed  a 
six-step  process: 

•  Staff  review  of  draft  programs  against  Executive  Order 
and  Guidelines 

For  each  program,  the  Council  Chairperson’s  staff 
carefully  checked  to  see  whether  each  of  the  items  contained 
in  the  Executive  Order  and  the  Guidelines  appeared  in  the 
program.  While  this  was  simple  in  concept,  we  spent  an 
average  of  more  than  40  staff-hours  on  the  draft  program  of 
each  Executive  Branch  agency  to  ensure  accuracy  and 
consistency. 

•  Communication  of  findings  to  agency  representatives 

In  a  series  of  detailed  (and  lengthy)  meetings,  the  staff 

went  over  the  agencies’  programs  point-by-point  with 
representatives  of  the  agencies.  We  placed  particular 
emphasis  on  the  areas  in  which  the  agencies  appeared  to  fall 
far  short  of  compliance  with  the  requirements  of  the  Order. 
The  meetings  were  very  useful  in  obtaining  an  understanding 
of  each  agency’s  normal  operations. 

•  Review  of  draft  final  programs 

After  meeting  to  discuss  the  draft  consumer  programs,  the 
agencies  refined  them  even  further.  They  then  had  about  two 
months  to  revise  their  programs  along  the  lines  the 
Chairperson  and  the  public  had  suggested.  The  agencies 
submitted  revised  programs,  and  the  staff  evaluated  them 
again  against  the  ^ecutive  Order  and  the  guidelines. 

•  Negotiation  of  differences 

In  areas  in  which  the  staff  felt  an  agency  was  still 
deficient,  the  staff  and  the  Chairperson  negotiated  with  the 
agency. 

•  Recommendations  to  Chairperson 

Based  upon  the  outcome  of  the  steps  we  described  above, 
the  staff  made  recommendations  to  the  Chairperson  about 
whether  she  should  approve,  conditionally  approve,  or 
disapprove  the  programs. 

•  Chairperson  Action 

The  Chairperson,  after  considering  the  staffs 
^  recommendations,  as  well  as  her  contacts  (if  any)  with  the 
agencies,  either  approved,  conditionally  approved,  or 
disapproved  the  final  programs.  She  then  transmitted  her 
j  decisions  to  the  agencies. 

^  For  agencies  not  required  to  comply  with  the  Executive 
Order  we  followed  a  simpler  procedure.  We  evaluated  each 
program  against  the  requirements  of  the  Executve  Order  and 
the  guidelines.  But  instead  of  the  lengthy  process  we 
followed  for  agencies  of  the  Executive  Branch,  we  held  brief 
meetings  with  the  representatives  of  the  agencies  and 
suggested  areas  in  which  we  thought  their  programs  needed 
improvement.  The  Chairperson  neither  approved  nor 
disapproved  the  programs  of  these  agencies. 

3.  What  decisions  did  we  make  and  why? 

The  programs  the  agencies  published  in  December  and 
February  went  a  long  way  towards  satisfying  the 
requirements  of  the  Executive  Order.  Considering  the  little 
time  the  agencies  had,  the  programs  they  proposed  were 
remarkable.  'There  were  a  couple  of  common  weaknesses, 
through.  The  programs  were  generally  weakest  in 
demonstrating  that  the  agencies  would  consider  the 
consumer’s  perspective  when  making  decisions.  In  addition, 

.  many  agencies  did  not  propose  senior  level  designees  who 
would  report  directly  to  the  heads  of  their  agencies  and 


whose  consumer  affairs  duties  would  be  their  only  duties. 

The  final  programs  which  the  agencies  revised  after  their 
consultations  with  us  and  their  reviews  of  the  comments, 
were  better.  In  most  cases  they  came  closer  to  satisfying  the 
requirements  of  the  Order  than  the  initial  drafts. 

’The  programs  approved  as  written  appear  to  be  in 
substantial  compliance  with  the  Executive  Order.  'The 
programs  approved  conditionally  are  in  general  compliance 
with  the  major  provisions  of  the  Order  but  are  deBcient  in 
one  or  more  areas.  (A  program  approved  conditionally  will 
be  monitored  carefully  to  make  sure  the  conditions  of  its 
approval  are  met  Failure  to  satisfy  the  conditions  may  result 
in  the  withdrawal  of  the  program’s  approval.) 

A  few  agencies  that  published  drah  programs  in  either 
December  or  February  do  not  have  programs  in  this  book. 
These  agencies,  for  one  reason  or  another,  were  not  able  to 
prepare  final  programs  in  time  for  this  publication.  They  will 
be  published  later. 

For  more  specific  information  on  the  approval  or 
conditional  approval  of  a  particular  agency’s  program,  see 
the  letter  to  that  agency  from  the  Chairperson  of  the  Council 
appearing  before  the  agency’s  program  later  in  this 
publication.  A  program  in  this  book  without  a  letter  from  the 
Chairperson  has  been  neither  approved  nor  disapproved. 

ni.  ’THERE’S  MORE 

’There  is  more  to  the  Consumer’s  Executive  Order  than  the 
agencies’  consumer  programs.  The  Order  requires,  or  allows 
for,  changes  in  a  number  of  other  areas. 

A.  Consumer  Affairs  Council  Membership 

Section  1-101  of  the  Consumer’s  Executive  Order 
establishes  the  Consumer  Affairs  Council.  Section  1-102  of 
the  Order  says  that  the  membership  of  the  Council  consists 
of  representatives  of  the  twelve  Cabinet  Departments  “and 
such  other  officers  or  employees  of  the  United  States  as  the 
President  may  designate  *  * 

At  the  first  meeting  of  the  Consumer  Affairs  Council,  on 
February  27, 1980,  the  Council  discussed  the  possibility  of  a 
larger  membership.  Although  the  Council  made  no  decision 
about  the  desirability  of  an  expanded  membership,  the 
Council  established  an  informal  working  group  to  make 
recommendations  to  the  Chairperson. 

The  working  group  examined  the  membership  issue  and 
recommended  to  the  Chairperson  that  Council  membership 
be  open  to  all  agencies  publishing  programs  under  the  Order 
and  wishing  to  become  members.  'The  group  thought  that  the 
Council  would  be  most  effective  if  its  membership  included 
more  than  just  Cabinet  departments. 

B.  Office  of  Personnel  Management  Initiatives 

Another  important  part  of  Executive  Order  12160  describes 
ways  in  which  the  Council  should  work  with  the  Office  of 
Personnel  Management  (OPM)  to  improve  consumer 
programs  in  Federal  agencies.  Section  1-701  asks  OPM  to 
consult  with  the  Council  about  the  needs  for  new  or  revised 
job  classification  standards  for  Federal  consumer  affairs 
personnel  and  the  training  and  development  of  Federal 
employees  for  consumer  affairs  work. 

An  informal  Council  working  group  has  been  working  with 
OPM  to  see  if  there  is  a  need  for  a  new  job  classification 
standard  for  consumer  affairs  employees.  ('There  is  no 
standard  now,  and  agencies  must  often  put  consumer  affairs 
personnel  in  various,  inappropriate  series.)  A  new 
standard — a  general  description  of  what  a  group  of 
employees  does — is  critical,  because  it  would  (1)  raise  the 
professional  standing  of  consumer  affairs  employees,  and  (2) 
make  it  much  easier  to  recruit  and  retain  qualified  consumer 
specialists.  Because  a  new  standard  would  bring  enhanced 
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professional  recognition  to  consumer  affairs  specialists,  a 
new  standard  would  help  to  guarantee  that  competent  and 
effective  employees  are  working  within  the  agencies  to 
represent  the  consumer’s  interests.  The  working  groups  has 
met  with  OPM  and  is  developing  plans,  with  the  cooperation 
of  OPM,  for  the  collection  of  data  to  develop  a  new  standard 
(or  standards). 

Another  Council  working  group  has  been  set  up  to  work 
with  OPM  on  training  for  existing  consumer  affairs 
personnel,  as  well  as  training  for  employees  with  managerial 
and  policymaking  roles.  Since  consumer  affairs  is  a  relative 
newcomer  to  the  Federal  scene,  there  are  not  many 
consumer  specialists  working  in  the  agencies.  It  is  important 
for  the  development  of  effective  consumer  programs  that 
more  employees,  particularly  employees  with  no  background 
in  consumer  affairs,  receive  training  on  consumer-related 
matters.  The  Executive  Order  gives  us  the  tools  we  need  to 
make  this  training  available. 

C.  Office  of  Management  and  Budget  Initiatives 

Unless  agencies  spend  money  on  their  consumer  programs, 
their  consumer  programs  will  not  be  effective.  The  President 
recognized  the  importance  of  devoting  sufficient  resources  to 
agency  consumer  programs.  In  Section  1-601  of  the 
Executive  Order,  he  directed  each  agency  to  “include  a 
separate  consumer  program  exhibit  in  its  yearly  budget 
submission  to  the  Office  of  Management  and  Budget.”  The 
Chairperson  of  the  Council  is  to  review  these  exhibits  and  to 
furnish  0MB  with  analyses  of  the  adequacy  of  the  resources 
that  the  agencies  propose  to  devote  to  their  consumer 
programs.  The  President  expects  agencies  to  implement 
Executive  Order  12160  within  existing  budgetary  ceilings, 
which  means  that  agencies  are  going  to  have  to  reallocate 
resources  to  their  consumer  programs. 

The  Council  has  worked  with  0MB  on  the  development  of 
instructions  for  agencies  on  how  to  prepare  their  annual 
consumer  program  budget  exhibits.  We  are  now  looking  at 
ways  to  assist  agencies  identify  their  resource  needs  and  to 
meet  their  obligations  under  the  Executive  Order  within 
existing  budget  limitations.  The  results  will  be  important  as 
tests  of  the  thoroughness  of  the  implementation  of  the 
Executive  Order. 

IV.  WE  GET  LETTERS! 

The  Consumer  Affairs  Council  received  a  few  comments 
about  the  Executive  Order  and  the  Council.  The  comments 
we  received  are  summarized  below.  Following  each 
comment,  we  respond  to  that  conunent. 

1.  Comment:  The  December  10  Federal  Register  was  too 
long  (300  pages)  and  complicated  for  consumers  to 
understand.  It  should  have  been  shorter. 

Response:  We  couldn’t  help  it.  Anyway  you  look  at  it,  the 
consumer  programs  of  31  agencies  are  going  to  take  up  a  lot 
of  space.  This  Federal  Register  is  even  longer,  because  many 
agencies  have  explained  their  programs  in  greater  detail 
than  they  did  in  December.  Of  course,  the  programs  of 
individual  agencies  are  not  terribly  long,  for  the  most  part.  If 
you  are  interested  in  an  agency,  we  urge  you  to  read  its 
program. 

2.  Comment:  Consumer  programs  will  not  work  unless  the 
agencies  devote  adequate  resources  to  them. 

Response:  We  agree.  The  President  expects  agencies  to 
allocate  resources  to  their  consumer  programs  sufficient  to 
get  the  job  done.  But  they  must  do  so  within  existing 
budgetary  limitations.  This  means  in  most  cases  that  they 
must  reallocate  some  funds  from  other  areas  to  their 
consumer  programs. 

3.  Comment:  The  government  should  print  the  Federal 
Register  on  paper  of  better  quality. 


Response:  Better  paper  would  make  the  Federal  Register 
even  more  expensive  than  it  is  now. 

4.  Comment:  Agencies  should  write  their  consumer 
programs  in  plain  English. 

Response:  We  agree.  President  Carter  strongly  supports 
plain  English  in  government,  and  we  think  that  we  have 
made  good  progress.  This  preamble,  for  example,  is,  we 
hope,  in  plain  English. 

5.  Comment:  ’The  Consumer  Affairs  Council  needs  a  toll- 
free  “hotline”  so  consumers  can  talk  to  the  Coimcil. 

Response:  We  are  always  happy  to  talk  to  consumers,  but 
a  “hotline”  is  not  feasible  at  the  moment  because  of  its 
expense.  If  you  have  a  question  about  a  particular  agency, 
you  should  contact  that  agency  directly. 

6.  Comment:  The  Consumer  Affairs  Council  needs  more 
authority  to  oversee  the  consumer  programs  of  the  agencies. 

Response:  'The  Chairperson  of  the  Council  does  have  the 
authority  to  monitor  the  agencies’  programs  to  ensure  their 
proper  implementation,  and  to  report  to  the  President  on  the 
implementation  of  the  Executive  Order. 

7.  Comment  Use  the  word  “citizen”  instead  of 
“consumer.”  “Consumer”  means  all  things  to  all  persons. 

Response:  We  grant  you  that  “consumer”  is  not  an  easy 
word  to  define.  It  has,  however,  come  to  take  on  a  generally 
well  understood  meaning.  In  the  Executive  Order  we  used  a 
broad  definition  of  “consumer”  to  make  sure  that  the 
coverage  of  the  Order  was  not  limited  unnecessarily. 

8.  Comment  The  new  consumer  programs  will  not  be 
effective  unless  the  agencies  publicize  them  heavily. 

Response:  This  is  true.  Agencies  have  been  letting 
consumers  know  about  their  consumer  programs,  and  will 
continue  to  do  so. 

9.  Comment  The  Council  should  coordinate  the  exchange 
of  information  about  the  agencies’  consumer  programs 
between  the  agencies. 

Response:  We  agree.  That  is  one  of  the  functions  of  the 
-  Council. 

10.  Comment  The  Consumer’s  Executive  Order  and  the 
Council  are  wastes  of  taxpayers’  money.  The  Council  is  not 
acting  in  good  faith. 

Response:  We  do  not  agree.  Effective,  responsive 
consumer  programs  are  not  wasteful.  It  is  our  intention  to 
make  sure  that  the  kind  of  consumer  programs  the  Presdient 
had  in  mind  when  he  signed  the  Consumer’s  Executive  Order 
will  be  commonplace  throughout  the  Federal  government 
within  a  short  time. 

11.  Comment  A  reader  cannot  tell  if  a  consumer  program 
will  work  effectively  simply  by  reading  it.  Too  much  depends 
on  the  persons  who  are  supposed  to  implement  it. 

Response:  To  some  extent,  this  is  correct.  'That  is  one 
reason  the  Executive  Order  gives  the  Chairperson  of  the 
Council  a  continuing  oversight  and  evaluation  role.  (See  the 
discussion  in  the  Section  that  follows  for  more  information 
on  the  Chairperson’s  authority  to  evaluate  agency  programs.) 

12.  Comment  The  Federal  Consumer  programs  will  not 
work  unless  they  are  implemented  in  the  Federal  regions 
outside  Washington,  D.C. 

Response:  We  agree.  There  are  many  Federal  employees 
and  offices  outside  Washington,  and  it  is  important  that 
agencies  establish  their  consumer  programs  in  their  regional 
offices,  as  well  as  in  Washington.  We  have  emphasized  to 
the  agencies  that  they  must  fully  implement  their  consumer 
programs  in  all  their  offices,  throughout  the  country. 

13.  Comment  The  Council  should  coordinate  non-Federal 
consumer  research. 

Response:  An  interesting  idea,  and  one  that  is  of  great 
interest  to  us.  The  Council  has  been  working  closely  with 
Federal  agencies,  such  as  the  National  Science  Foundation, 
that  are  involved  with  non-Federal  consumer  research. 
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14.  Comment:  The  Council  should  publish  a  consumer 
program  of  its  own. 

Response:  The  Council  is  not  a  Federal  agency.  We  believe 
it  would  not  be  appropriate  for  the  Council  to  publish  a 
program,  though  we  will  publish  more  information  about  the 
Council,  as  the  Council's  role  becomes  more  well  defined. 

15.  Comment:  Will  Council  meetings  be  open  to  the  public? 

Response:  Naturally,  we  want  the  Council  and  its 

activities  to  be  open  to  public  scrutiny.  Since  the  Council  is 
not  a  Federal  agency,  however,  it  is  not  subject  to  the 
Government  in  the  Sunshine  Act  (5  U.S.C.  552b]  and  does  not 
have  to  open  its  meetings  to  the  public.  Consumers  did 
attend  the  first  meeting  of  the  Council,  and  we  may  invite 
consumers  to  future  meetings  as  well.  This  would  be 
consistent  with  our  general  goal  of  openess  in  Council 
proceedings. 

16.  Comment:  The  Council  and  its  Chairperson  are  doing 
good  jobs. 

Response:  Thank  you. 

In  addition  to  the  written  comments  we  received,  we 
received  many  informal  oral  comments.  Consumers  offered 
us  these  comments,  which  we  have  not  summarized,  in 
personal  meetings,  over  the  telephone,  at  meetings  of 
consumer  organizations,  and  at  the  Council's  Workshop  on 
the  Executive  Order  held  on  February  6, 1980.  Most  of  those 
who  commented  expressed  support  for  the  Consumer's 
Exeuctive  Order  and  the  Consumer  Affairs  Council,  although 
some  were  openly  skeptical.  We  found  both  the  oral  and 
written  comments  we  received  most  informative  and  helpful. 

V.  WHAT  HAPPENS  NEXT? 

The  publication  of  the  agencies'  final  programs  does  not 
mean  we  have  fully  implemented  the  Consumer's  Executive 
Order.  Much  remains  to  be  done.  Besides  working  on  the 
OMB  and  0PM  initiatives,  we  will  be  doing  several  other 
things  to  make  sure  the  Executive  Order  is  fully  effective. 
Chief  among  these  will  be  the  Chairperson's  continuing 
monitoring  and  evaluation  of  the  agencies’  consumer 
program  implementation. 

A.  Monitoring  and  Evaluation  of  Agency  Programs 

It  is  important  to  realize  that  an  approved  consumer 
program,  by  itself,  is  not  enough,  if  the  program  is  not  put 
into  effect.  For  this  reason,  the  Executive  Order  directs  the 
Chairperson  to  monitor  the  implementation  of  the  Executive 
Order.  It  also  directs  the  Chairperson  to  (1)  report  to  the 
President  annually  on  government-wide  progress  under  the 
Order  and  (2)  evaluate  the  consumer  programs  of  particular 
agencies. 

We  will  be  reporting  to  the  President  shortly  after  October 
1, 1980  on  the  implementation  of  the  Consumer’s  Executive 
Order  so  far.  In  the  meantime,  though,  we  are  considering 
ways  in  which  we  might  best  carry  out  our  responsibility  for 
continuously  monitoring  and  evaluating  agency  consumer 
programs.  Some  possibilities — 

•  Evaluations  of  the  consumer  programs  of  selected 
agencies,  with  briefings  on  the  findings  to  top  agency 
officials  and  the  Council  Chairperson; 

•  Periodic  government-wide  reviews  of  specific  aspects  of 
agency  programs  (e.g.,  consumer  policy  analysis): 

•  Periodic  analyses  of  the  effectiveness  or  impact  of 
Federal  consumer  officers  in  various  substantive  areas  (e.g., 
health  care  or  energy):  or 

•  Consumer  participation  in  the  evaluation  process  (e.g., 
consultation  with  consumers  on  what  we  should  evaluate; 
public  advisory  committees  to  evaluate  selected  agency 
programs). 

Clearly,  we  have  a  major  responsibility  to  ensure  more 
than  just  minimum  compliance  with  the  Consumer's 


Executive  Order.  We  want  also  to  work  to  improve  agency 
consumer  programs.  We  will  do  our  best  to  live  up  to  our 
continuing  responsibilities  under  the  Executive  Order,  just  as 
the  various  agencies  have  done  (and  are  doing). 

B.  Let  Us  Hear  From  You 

This  Federal  Register,  containing  the  agencies'  final 
consumer  programs,  is  important  and  useful.  We  expect  that 
it  will  be  a  valuable  resource  for  consumers  and  consumer 
groups  throughout  the  country  for  years  to  come,  and  we 
hope  that  it  will  make  communication  between  the 
government  and  consumers  easier. 

President  Carter  said  in  his  letter  introducing  this 
publication,  what  you  have  to  say  about  your  government  is 
important.  If  we  don’t  hear  from  you,  we  can’t  serve  you  as 
effectively  as  we  might  wish.  So,  please,  if  you  have 
something  to  say  about  this  publication,  the  consumer 
programs  appearing  in  this  publication,  or  consumer  affairs, 
in  general,  tell  us.  We’ll  be  listening. 

Esther  Peterson, 

Chairperson,  Consumer  Affairs  Council. 

BILLING  CODE  3410-01-M 
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MORE  USEFUL  INFORMATION 

1.  The  Consumer’s  Executive  Order 

By  virtue  of  the  authority  vest.ed  in  me  as  President  by  the  Constitution  of  the 
United  States  of  America,  and  in  order  to  improve  the  management,  coordina¬ 
tion,  and  effectiveness  of  agency  consumer  programs,  it  is  ordered  as  follows: 

1-1.  Establishment  of  the  Consumer  Affairs  Council. 

1-101,  There  is  hereby  established  the  Consumer  Affairs  Council  (hereinafter 
referred  to  as  the  "Council”). 

1-102.  The  Council  shall  consist  of  representatives  of  the  following  agencies, 
and  such  other  officers  or  employees  of  the  United  States  as  the  President  may 
designate  as  members: 

(a)  Department  of  Agriculture. 

(b)  Department  of  Commerce. 

(c)  Department  of  Defense. 

(d)  Department  of  Energy. 

(e)  Department  of  Health,  Education,  and  Welfare. 

(f)  Department  of  Housing  and  Urban  Development. 

(g)  Department  of  the  Interior. 

(h)  Department  of  justice. 

(i)  Department  of  Labor. 

(j)  Department  of  State. 

(k)  Department  of  Transportation. 

(l)  Department  of  the  Treasury. 

Each  agency  on  the  Council  shall  be  represented  by  the  head  of  the  agency  or 
by  a  senior-level  official  designated  by  the  head  of  the  agency. 

1-2.  Functions  of  the  Council. 

1-201.  The  Council  shall  provide  leadership  and  coordination  to  ensure  that 
» agency  consumer  programs  are  implemented  effectively:  and  shall  strive  to 
maximize  effort,  promote  efficiency  and  interagency  cooperation,  and  to 
eliminate  duplication  and  inconsistency  among  agency  consumer  programs. 

1-3.  Designation  and  Functions  of  the  Chairperson. 

1-301.  The  President  shall  designate  the  chairperson  of  the  Council  (herein¬ 
after  referred  to  as  the  "Chairperson”). 

1-302.  The  Chairperson  shall  be  the  presiding  officer  of  the  Council  and  shall 
determine  the  times  when  the  Council  shall  convene, 

1-303.  The  Chairperson  shall  establish  such  policies,  definitions,  procedures, 
and  standards  to  govern  the  implementation,  interpretation,  and  application  of 
this  Order,  and  generally  perform  such  functions  and  take  such  steps,  as  are 
necessary  or  appropriate  to  carry  out  the  provisions  of  this  Order. 
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I  -4.  Consumer  Program  Reforms. 

1-401.  The  Chairperson,  assisted  by  the  Council,  shall  ensure  that  agencies 
review  and  revise  their  operating  procedures  so  that  consumer  needs  and  -* 
interests  are  adequately  considered  and  addressed.  Agency  consumer  pro¬ 
grams  should  be  tailored  to  fit  particular  agency  characteristics,  but  those 
programs  shall  include,  at  a  minimum,  the  following  five  elements: 

(a)  Consumer  Affairs  Perspective.  Agencies  shall  have  identifiable,  accessible 
professional  staffs  of  consumer  affairs  personnel  authorized  to  participate,  in 
a  manner  not  inconsistent  with  applicable  statutes,  in  the  development  and 
review  of  all  agency  rules,  policies,  programs,  and  legislation. 

(b)  Consumer  Participation.  Agencies  shall  establish  procedures  for  the  early 
and  meaningful  participation  by  consumers  in  the  development  and  review  of 
all  agency  rules,  policies,  and  programs.  Such  procedures  shall  include  provi¬ 
sions  to  assure  that  consumer  concerns  are  adequately  analyzed  and  consid¬ 
ered  in  decisionmaking.  To  facilitate  the  expression  of  those  concerns,  agen¬ 
cies  shall  provide  for  forums  at  which  consumers  can  meet  with  agency 
decisionmakers.  In  addition,  agencies  shall  make  affirmative  efforts  to  inform 
consumers  of  pending  proceedings  and  of  the  opportunities  available  for 
participation  therein. 

(c)  Informational  Materials.  Agencies  shall  produce  and  distribute  materials 

to  inform  consumers  about  the  agencies’  responsibilities  and  services,  about 
their  procedures  for  consumer  participation,  and  about  aspects  of  the  market¬ 
place  for  which  they  have  responsibility.  In  addition,  each  agency  shall  make 
available  to  consumers  who  attend  agency  meetings  open  to  the  public 
materials  designed  to  make  those  meetings  comprehensible  to  them.  • 

(d)  Education  and  Training.  Agencies  shall  educate  their  staff  members  about 
the  Federal  consumer  policy  embodied  in  this  Order  and  about  the  agencies’ 
programs  for  carrying  out  that  policy.  Specialized  training  shall  be  provided  to 
agency  consumer  affairs  personnel  and.  to  the  extent  considered  appropriate 
by  each  agency  and  in  a  manner  not  inconsistent  with  applicable  statutes, 
technical  assistance  shall  be  made  available  to  consumers  and  their  organiza¬ 
tions. 

(e)  Complaint  Handling.  Agencies  shall  establish  procedures  for  systematical¬ 
ly  logging  in.  investigating,  and  responding  to  consumer  complaints,  and  for 
integrating  analyses  of  complaints  into  the  development  of  policy. 

1-402.  The  head  of  each  agency  shall  designate  a  senior-level  official  within 
that  agency  to  exercise,  as  the  official’s  sole  responsibility,  policy  direction 
for,  and  coordination  and  oversight  of.  the  agency’s  consumer  activities.  The 
designated  official  shall  report  directly  to  the  head  of  the  agency  and  shall 
apprise  the  agency  head  of  the  potential  impact  on  consumers  of  particular 
policy  initiatives  under  development  or  review  within  the  agency. 

1-5.  Implementation  of  Consumer  Program  Reforms. 

1-501.  Within  60  days  after  the  issuance  of  this  Order,  each  agency  shall 
prepare  a  draft  report  setting  forth  with  specificity  its  program  for  complying 
with  the  requirements  of  Section  1-4  above.  Each  agency  shall  publish  its  draft 
consumer  program  in  the  Federal  Register  and  shall  give  the  public  60  days  to 
comment  on  the  program.  A  copy  of  the  program  shall  be  sent  to  the  Council. 

1-502.  Each  agency  shall,  within  30  days  after  the  close  of  the  public  comment 
period  on  its  draft  consumer  program,  submit  a  revised  program  to  the 
Chairperson.  The  Chairperson  shall  be  responsible,  on  behalf  of  the  President, 
for  approving  agency  programs  for  compliance  with  this  Order  before  their 
final  publication  in  the  Federal  Register.  Each  agency’s  final  program  shall  be 
published  no  later  than  90  days  after  the  close  of  the  public  comment  period, 
and  shall  include  a  summary  of  public  comments  on  the  draft  program  and  a 
discussion  of  how  those  comments  are  reflected  in  the  final  program. 

1-503.  Each  agency’s  consumer  program  shall  take  effect  no  later  than  30  days 
after  its  final  publication  in  the  Federal  Register. 
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1-504.  The  Chairperson,  with  the  assistance  and  advice  of  the  Council,  shall 
monitor  the  implementation  by  agencies  of  their  consumer  programs. 

1-505.  The  Chairperson  shall,  promptly  after  the  close  of  the  fiscal  year, 
submit  to  the  President  a  full  report  on  government-wide  progress  under  this 
Order  during  the  previous  fiscal  year.  In  addition,  the  Chairperson  shall 
evaluate,  from  time  to  time,  the  consumer  programs  of  particular  agencies  and 
shall  report  to  the  President  as  appropriate.  Such  evaluations  shall  be  in¬ 
formed  by  appropriate  consultations  with  interested  parties. 

1-6.  Budget  Review. 

1-601.  Each  agency  shall  include  a  separate  consumer  program  exhibit  in  its 
yearly  budget  submission  to  the  Office  of  Management  and  Budget.  By 
October  1  of  each  year  the  Director  of  the  Office  of  Management  and  Budget 
shall  provide  the  Chairperson  with  a  copy  of  each  of  these  exhibits.  The 
Chairperson  shall  thereafter  provide  OMB  with  an  analysis  of  the  adequacy  of 
the  management  of,  and  the  funding  and  staff  levels  for.  particular  agency 
consumer  programs. 

1-7.  Civil  Service  Initiatives. 

1-701.  In  order  to  strengthen  the  professional  standing  of  consumer  affairs 
personnel,  and  to  improve  the  recruitment  and  training  of  such  personnel,  the 
Office  of  Personnel  Management  shall  consult  with  the  Council  regarding: 

(a)  the  need  for  new  or  revised  classification  and  qualification  standard(s), 
consistent  with  the  requirements  of  Title  5,  United  States  Code,  to  be  used  by 
agencies  in  their  classification  of  positions  which  include  significant  consumer 
affairs  duties; 

(b)  the  recruitment  and  selection  of  employees  for  the  performance  of  con¬ 
sumer  affairs  duties;  and 

(c)  the  training  and  development  of  employees  for  the  performance  of  such 
duties. 

1-8.  Administrative  Provisions. 

1-801.  Executive  agencies  shall  cooperate  with  and  assist  the  Council  and  the 
Chairperson  in  the  performance  of  their  functions  under  this  Order  and  shall 
on  a  timely  basis  furnish  them  with  such  reports  as  they  may  request. 

1-802.  The  Chairperson  shall  utilize  the  assistance  of  the  United  States  Office 
of  Consumer  Affairs  in  fulfilling  the  responsibilities  assigned  to  the  Chair¬ 
person  under  this  Order. 

1-803.  The  Chairperson  shall  be  responsible  for  providing  the  Council  with 
such  administrative  services  and  support  as  may  be  necessary  or  appropriate; 
agencies  shall  assign,  to  the  extent  not  inconsistent  with  applicable  statutes, 
such  personnel  and  resources  to  the  activities  of  the  Council  and  the  Chairper¬ 
son  as  will  enable  the  Council  and  the  Chairperson  to  fulfill  their  responsibil¬ 
ities  under  this  Order. 

1-804.  The  Chairperson  may  invite  representatives  of  non-member  agencies, 
including  independent  regulatory  agencies,  to  participate  from  time  to  time  in 
the  functions  of  the  Council. 

1-9.  Definitions. 

1-901.  “Consumer"  means  any  individual  who  uses,  purchases,  acquires, 
attempts  to  purchase  or  acquire,  or  is  offered  or  furnished  any  real  or  personal 
property,  tangible  or  intangible  goods,  services,  or  credit  for  personal,  family, 
or  household  purposes. 

1-902.  “Agency”  or  “agencies”  means  any  department  or  agency  in  the 
executive  branch  of  the  Federal  government,  except  that  the  term  shall  not 
include: 

(a)  independent  regulatory  agencies,  except  as  noted  in  subsection  1-804; 
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(b)  agencies  to  the  extent  that  their  activities  fall  within  the  categories 
excepted  in  Sections  6(b)(2),  (3).  (4),  and  (6)  of  Executive  Order  No.  12044. 

(c)  agencies  to  the  extent  that  they  demonstrate  within  30  days  of  the  date  of 
issuance  of  this  Order,  to  the  satisfaction  of  the  Chairperson  with  the  advice 
of  the  Council,  that  their  activities  have  no  substantial  impact  upon 
consumers. 


THE  WHITE  HOUSE. 
September  26,  1979. 


N(»tk. — Executive  Order  12160  was  originally  published  in  the  Federal  Register  on  SepteQibcr  28. 
1979  (44  FR  44787). 


SILLING  CODE  3410-01-C 
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2.  Guidelines  for  Implementing  the  Consumer’s  Executive 
Order 

October  4, 1979. 

Memorandum  to  the  Heads  of  Executive  Departments  and 
Agencies 

FROM:  Esther  Peterson,  Special  Assistant  To  the  President  for 
Consumer  Affairs  and  Chairperson  of  the  Consumer  Affairs 
Council. 

SUBJECT:  Guidance  Regarding  the  Development  of  Consumer 
Programs  Required  by  Executive  Order  No.  12160. 

On  September  26, 1979,  the  President  issued  Executive 
Order  No.  12160.  entitled  "Providing  for  Enhancement  and 
Coordination  of  Federal  Consumer  Programs”.  He  designated 
me  Chairperson  of  the  Consumer  Affairs  Council  created  by 
the  Order. 

As  Chairperson  of  the  Council.  1  will  be  responsible,  on 
behalf  of  the  President,  for  reviewing  and  approving  agency 
programs  for  compliance  with  the  Order.  Draft  programs  are 
to  be  completed,  and  published  in  the  Federal  Register  for 
public  comment,  by  November  25.  (Section  1-5  of  the  Order 
sets  out  the  timetable  for  development  and  implementation 
of  these  programs.  A  copy  of  the  Order  is  attached.) 

The  Order  requires  each  agency  to  develop  and  maintain  a 
consumer  program  with,  at  a  minimum,  five  elements: 

(1)  An  identifiable  consumer  affairs  staff  authorized  to 
participate  in  the  development  and  review  of  all  agency 
rules,  policies,  programs,  and  legislation; 

(2)  Effective  procedures  for  consumer  participation  in  the 
development  and  review  of  all  agency  rules,  policies,  and 
programs; 

(3)  Development  of  informational  materials  for  consumers: 

(4)  Consumer  affairs  training  for  agency  staff  members 
and.  to  the  extent  considered  appropriate,  provision  of 
technical  assistance  to  consumers  and  their  organizations; 
and 

(5)  Systematic  procedures  for  complaint  handling.  The 
Order  requires  that  each  agency  revise  its  operating 
procedures  to  incorporate  the  consumer  program  developed 
under  the  Order.  Each  agency’s  program  should  indicate  the 
mechanism  (for  example.  Departmental  order  or  rule)  by 
which  this  will  be  accomplished. 

The  head  of  each  agency  is  required  to  designate  a  senior- 
level  official  within  the  agency  to  exercise,  as  the  official’s 
sole  responsibility,  policy  direction  for  and  coordination  and 
oversight  of,  the  agency’s  consumer  activities.  The 
designated  official  is  to  report  directly  to  the  agency  head. 

The  purpose  of  this  memorandum  is  to  indicate  briefly 
what  I  will  be  looking  for  in  reviewing  agency  programs  for 
compliance  with  the  Order.  I  hope  that  you  will  find  this 
preliminary  guidance  useful.  If  you  have  any  questions  about 
this  memorandum,  or  about  the  Order  itself,  feel  free  to  call 
me  at  456-6590,  or  Belle  O’Brien  of  my  staff  at  456-6534. 

I  look  forward  to  working  with  you  to  make  this  Order  a 
success.  Thanks  to  the  President,  we  now  have  an 
unprecedented  opportunity  to  build  into  the  structures  and 
processes  of  government  an  enhanced  responsiveness  to  the 
needs  and  interests  of  consumers. 

Consumer  Affairs  Perspective 

Requirement:  Agencies  shall  have  identifiable,  accessible 
professional  staffs  of  consumer  affairs  personnel  authorized 
to  participate,  in  a  manner  not  inconsistent  with  applicable 
statutes,  in  the  development  and  review  of  all  agency  rules, 
policies,  programs,  and  legislation.  (Subsection  l-401(a).) 

Comment:  Each  agency’s  program  for  compliance  with  the 
Order  should  indicate; 


•  Where  the  consumer  affairs  staff  will  be  located  on  the 
agency’s  organizational  chart; 

•  How  large  it  will  be  and  what  expertise  and  resources  it 
will  have: 

•  Whether  the  staff  will  have  responsibilities  in  addition 
to  those  under  1-401  (a): 

•  What  its  relationship  will  be  to  other  staffs  performing 
consumer  affairs  functions  under  the  Order  and  to  the 
principal  operating  components  of  the  agency; 

•  How  the  consumer  affairs  staff  will  be  apprised  of 
opportunities  for  it  to  participate  in  the  development  and 
review  of  all  rules,  policies,  programs,  and  legislation; 

•  At  what  stages  of  agency  decisionmaking,  in  each  of 
these  four  areas,  participation  by  the  consumer  affairs  staff 
will  take  place;  and 

•  How  the  consumer  affairs  staff  will  participate  (e.g.. 
membership  on  agency  task  forces  and  working  groups, 
meetings  with  key  agency  officials,  written  comments  on 
proposals,  and  so  forth). 

Consumer  Participation 

Requirement:  Agencies  shall  establish  procedures  for  the 
early  and  meaningful  participation  by  consumers  in  the 
development  and  review  of  all  agency  rules,  policies,  and 
programs.  Such  procedures  shall  include  provisions  to  assure 
that  consumer  concerns  are  adequately  analyzed  and 
considered  in  decisionmaking.  To  facilitate  the  expression  of 
those  concerns,  agencies  shall  provide  for  forums  at  which 
consumers  can  meet  with  agency  decisionmakers.  In 
addition,  agencies  shall  make  affirmative  efforts  to  inform 
consumers  of  pending  proceedings  and  of  the  opportunities 
available  for  participation  therein.  (Subsection  l-401(b).) 

Comment;  Each  agency’s  program  for  compliance  with  the 
Order  should  indicate: 

•  At  what  stages  of  agency  decisionmaking  regarding 
rules,  policies,  and  programs  consumer  participation  will 
take  place; 

•  What  avenues  of  participation  will  be  available  to 
consumers  in  each  of  these  types  of  processes  (e.g..  written 
comments,  regional  public  hearings,  membership  in  ad  hoc 
working  groups); 

•  What  steps  the  agency  will  take  to  ensure  that  consumer 
concerns  are  adequately  analyzed,  and  then  considered,  in 
decisionmaking; 

•  What  staffs  or  officials  in  the  agency  will  be  responsible 
for  implementing  the  agency’s  consumer  participation 
responsibilities  under  the  Order; 

•  The  format,  level  of  participating  agency  officials, 
geographical  dispersion,  and  approximate  number  per  year 
of  forums  the  agency  will  hold  to  facilitate  consumer 
interaction  with  agency  officials;  and 

•  What  special  efforts  the  agency  will  undertake  to  notify 
consumers  of  opportunities  to  participate  in  agency 
decisionmaking  (e.g.,  publication  of  notices  in  periodicals 
other  than  the  Federal  Register). 

Informational  Materials 

Requirement:  Agencies  shall  produce  and  distribute 
materials  to  inform  consumers  about  the  agencies’ 
responsibilities  and  services,  about  their  procedures  for 
consumer  participation,  and  about  aspects  of  the 
marketplace  for  which  they  have  responsibility.  In  addition, 
each  agency  shall  make  available  to  consumers  who  attend 
agency  meetings  open  to  the  public  materials  designed  to 
make  those  meetings  comprehensible  to  them.  (Subsection  1- 
401(c).) 

Comment:  Each  agency  should  include  in  its  consumer 
program  a  discussion  of  printed  and  audiovisual 
informational  materials  in  each  of  the  three  areas  identified 
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in  the  Order  (agency  responsibilities  and  services, 
procedures  for  consumer  participation,  and  marketplace 
information),  including: 

•  An  assessment  of  the  currency,  completeness,  and  utility 
of  current  informational  materials  in  each  area; 

•  Plans  for  additional  or  revised  informational  materials 
to  rectify  present  inadequacies; 

•  The  timetable  for  new  informational  materials; 

•  The  manner  in  which  the  informational  materials  will  be 
distributed:  and 

•  The  staffs  or  officials  who  will  be  responsible  for 
planning  and  carrying  out  the  agency’s  consumer  information 
program. 

With  respect  to  the  requirement  that  agencies  make 
available  explanatory  materials  regarding  meetings  open  to 
the  public,  each  agency  should  indicate: 

•  W'hich  staffs  or  officials  will  be  responsible  for 
preparing  these  materials; 

•  The  format  of  the  materials;  and 

•  The  manner  in  which  their  availability  is  to  be 
publicized  and  their  distribution  effected. 

Education  and  Training 

Requirement:  Agencies  shall  educate  their  staff  members 
about  the  Federal  consumer  policy  embodied  in  this  Order 
and  about  the  agencies’  programs  for  carrying  out  that 
policy.  Specialized  training  shall  be  provided  to  agency 
consumer  affairs  personnel  and,  to  the  extent  considered 
appropriate  by  each  agency  and  in  a  manner  not  inconsistent 
with  applicable  statutes,  technical  assistance  shall  be  made 
available  to  consumers  and  their  organizations.  (Subsection 
l^l(d).) 

Comment:  Each  agency  should  indicate  in  its  consumer 
program: 

•  Which  staffs  or  offices  will  be  responsible  for  educating 
staff  members  about  the  Order  and  the  agency’s  activities 
under  it; 

•  How  that  educational  process  will  be  carried  out  (e.g., 
briefing  sessions  for  policymaking  personnel,  circulation  of 
the  Order  and  related  materials); 

•  What  steps  the  agency  will  take  to  ensure  that 
significant  changes  in  the  structure  or  procedures  of  its 
consumer  program  will  be  promptly  communicated  to  agency 
staff  members; 

•  Who  will  be  responsible  for  providing  specialized 
training  to  consumer  affairs  personnel; 

•  In  what  areas  (e.g.,  complaint-handling,  consumer 
participation  procedures,  preparation  of  informational 
materials  for  consumers)  training  will  be  provided,  and  on 
what  basis  decisions  will  be  made  as  to  which  consumer 
affairs  personnel  will  be  offered  training  and  on  what  topics. 

Agencies  that  decide  to  provide  technical  assistance  to 
consumers  and  their  organizations  should  indicate: 

•  By  whom  such  assistance  will  be  provided; 

•  What  sort  of  technical  assistance  will  be  made  available 
(e.g.,  answering  scientific,  technical,  or  procedural  questions, 
assisting  consumers  and  groups  in  the  preparation  of 
applications,  forms,  and  other  documents);  and 

•  How  decisions  will  be  made  as  to  which  consumers  and 
organizations,  from  among  those  seeking  technical 
assistance,  will  be  provided  such  assistance. 

Agencies  that  decide  not  to  provide  technical  assistance 
should  include  in  their  consumer  programs  a  discussion  of 
why  such  assistance  is  not  considered  appropriate. 

Complaint  Handling 

Requirement:  Agencies  shall  establish  procedures  for 
systematically  logging  in,  investigating,  and  responding  to 
consumer  complaints,  and  for  integrating  analyses  of 


complaints  into  the  development  of  policy.  (Subsection  1- 
401(c).) 

Comment:  Each  agency  should  develop  procedures  to 
govern  each  stage  of  the  complaint-handling  process.  Thus, 
each  agency  should  indicate  what  procedures  will  be 
followed,  and  which  officials  and  staffs  will  be  responsible, 
for: 

•  Heightening  public  awareness  of  the  receptivity  of  the 
agency  to  complaints,  and  the  manner  in  which,  and  offices 
with  which,  such  complaints  are  to  be  filed; 

•  Logging  in,  in  a  standard  format  and  in  accordance  with 
standard  topical  categories,  all  complaints  received  by  the 
agency  including  those  received  by  telephone.  (The  format, 
and  categories  used  in  logging  in  complaints  should  be 
designed  to  facilitate  subsequent  performance  of  tracking 
and  analysis  functions); 

•  Routing  complaints  to  appropriate  agency  offices  for 
investigation  and  analysis; 

•  Tracking  agency  handling  of  complaints,  from  receipt 
forward,  to  ensure  that  they  are  investigated  and  responded 
to  expeditiously  and  to  permit  identification  of  key 
bottlenecks  in  the  complaint-handling  process; 

•  Responding  to  complaints  (these  procedures  should 
include  a  format  for  acknowledgements  and  responses,  and 
should  establish  a  deadline  for  the  transmittal  of 
acknowledgement  of  complaints,  outlining  steps  that  will  be 
taken  by  the  agency,  indicating  who  may  be  contacted  for 
further  information,  and  specifying  an  expected  resolution 
date); 

•  Statistical  reporting  of  complaints  according  to  topical 
categories,  and  analysis  of  the  patterns  of  issues  raised  and 
their  implications  for  agency  policymaking; 

•  Regular  reports  to  key  agency  ofHcials  regarding  the 
patterns  and  policy  implications  of  the  complaints  received; 
and 

•  Evaluation  of  the  agency’s  complaint-handling  system  to 
assess  the  promptness  and  quality  of  agency  responses. 

Oversight 

Requirement:  The  head  of  each  agency  shall  designate  a 
senior-level  official  within  that  agency  to  exercise,  as  the 
official's  sole  responsibility,  policy  direction  for,  and 
coordination  and  oversight  of,  the  agency’s  consumer 
activities.  The  designated  official  shall  report  directly  to  the 
head  of  the  agency  and  shall  apprise  the  agency  head  of  the  ^ 
potential  impact  on  consumers  or  particular  policy  initiatives 
under  development  of  review  within  the  agency.  (Subsection 
1-402.) 

Comment:  Each  agency  should  indicate  the  title,  GS-level, 
and  organizational  placement  of  the  designated  official,  and 
should  describe  with  particularity  the  nature  of  the  official’s 
responsibilities  and  authority,  and  the  ways  in  which  the 
official  will  interact  and  interface  with  other  agency  offices 
and  staff  members,  including  those  who  are  performing 
consumer  affairs  responsibilities  under  the  Order. 

3.  Consumer  Contacts  in  Federal  Agencies 

The  persons  who  names  appear  on  the  list  that  follows 
know  about  their  agencies’  consumer  programs  and  should 
be  able  to  help  you,  if  you  have  questions: 

EXECUTIVE  ORDER  CONTACT  LIST 
Department 

1.  Agriculture,  Dept,  of:  Contact  Dr.  W.  Neill  Schuller, 
Administration  Building,  14th  and  Independence,  N.W„  Room  432- 
W,  Washington,  D.C.  20250,  (202)  447-3961. 

2.  Commerce,  Dept,  of:  Contact  Meredith  Femstrom,  Office  of 
Consumer  Affairs,  14th  and  E  St.,  NW.,  Rm.  5889,  Washington,  D.C. 
20230,  (202)  377-5001, 
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3.  Defense,  Dept,  of:  Contact  Richard  Fleeson,  OASD  (MRA&L) 
(MPP),  The  Pentagon,  Rm.  3C980,  Washington,  D.C.  20301,  (202)  M7- 
9525. 

4.  Education,  Dept,  of:  Contact  Margaret  McKenna,  Room  4181,  400 
Maryland  Ave.,  SW.,  Washington,  D.C.  20202,  (202)  472-9768. 

5.  Energy,  Dept,  of:  Contact  Liz  Overstreet,  Forrestal  Bidg.,  Rm. 
8G082. 1000  Independence  Ave.,  Washington,  D.C.  20585.  (202)  252- 
5373. 

6.  Health  and  Human  Services,  Dept,  of:  Contact  Steven  Coyle. 

605F  H.  H.  Humphrey  Bldg.,  200  Independence  Ave.,  SW.. 

Washington,  D.C.  20201.  (202)  245-1815. 

7.  Housing  and  Urban  Development,  Dept,  of:  Contact  Sandra 
Alexander,  451  7th  St.,  SW..  Rm.  4100,  Washington,  D.C.  20410,  (202) 
755-0950. 

8.  Interior.  Dept,  of:  Contact  Cecil  Hoffman,  18th  and  C  Sts..  NW.. 
Rm.  5119,  Washington,  D.C.  20240,  (202)  343-5106. 

9.  Labor,  Dept,  of:  Contact  A1  Cruz.  New  Labor  Bldg..  Rm.  2018,  200 
Constitution  Ave.,  NW.,  Washington,  D.C.  20210,  (202)  523-9184. 

10.  Justice,  Dept,  of:  Contact  Guadalupe  Salinas,  Main  Justice 
Bldg.,  Rm.  5132, 10th  and  Constitution  NW.,  Washington,  D.C.  20530. 
(202)  633-2927. 

11.  State,  Dept,  of:  Contact  James  Tarrant.  21st  and  C  Sts..  NW.. 

RB  Rm.  6822,  Washington,  D.C.  20520,  (202)  632-8836. 

12.  Transportation,  Dept,  of;  Contact  Lee  Gray,  400  7th  St..  NW., 

MS  1-39,  Rm.  9402,  Washington.  D.C.  20590,  (202)  426-^520. 

13.  Treasury,  Dept,  of:  Contact  Sally  Vogel,  Main  Treasury  Bldg.. 
17th  and  Pa..  NW..  Rm.  4416,  Washington.  D.C.  20220,  (202)  566-2335. 

Agencies 

1.  ACTION — Office  of  Compliance:  Contact  Don  Smith,  806 
Connecticut  Ave.,  NW..  Room  P401.  Washington,  D.C.  20525,  (202) 
254-8393. 

2.  Administrative  Conference  of  the  United  States:  Contact  Jeffrey 
Lubbers,  2120  L  Street,  N.W..  Suite  500.  Washington,  D.C.  20037, 

(202)  254-7065. 

3.  Civil  Aeronautics  Board:  Contact  Desta  McDowell,  1825 
Connecticut  Ave.,  NW.,  Room  501,  Washington.  D.C.  20428,  (202) 
673-5482. 

4.  Commission  on  Civil  Rights:  Contact  Fred  Routh,  1121  Vermont 
Ave.,  NW..  Rm.  410  Washington,  D.C.  20425,  (202)  254-2345. 

5.  Commodity  Futures  Trade  Commission:  Contact  Barbara  Lucas. 
2033  K  Street.  N.W..  Rm.  809  Washington.  D.C.  20581,  (202)  254-7574. 

6.  Community  Services  Administration:  Contact  Jane  Chechan. 

1200  19th  Street,  N.W.,  Rm.  B-234,  Washington,  D.C.  20506,  (202) 
632-8322. 

7.  Consumer  Product  Safety  Commission;  Contact  Barbara 
Rosenfeld,  5401  Westbard  Ave..  Rm.  332.  Bethesda,  Md.  20207,  (202 1 
254-6241. 

8.  Environmental  Protection  Agency:  Contact  Rhea  Cohen,  401  M 
St..  SW.,  Rm.  311  Washington,  D.C.  20460,  (202)  755-0700. 

9.  Equal  Employment  Opportunity  Commission:  Contact  Mark 
Wong.  4214  Columbia  Plaza.  2401  E  St.,  NW..  Washington,  D.C. 

20506,  (202)  634-6814. 

10.  Federal  Communications  Commission:  Contact  Zora  Brown. 
1919  M  Street,  NW„  Rm.  258,  Washington.  D.C.  20554,  (202)  632-7000. 

11.  Federal  Deposit  Insurance  Corporation:  Contact  Tom  O’Neil. 
550  17th  St.,  NW.,  Rm.  3061,  Washington.  D.C.  20429,  (202)  389-4688. 

12.  Federal  Emergency  Management  Agency:  Contact  John  McKay, 
1723  Eye  Street.  NW..  Rm.  804,  Washington.  D.C.  20472.  (202)  634- 
4179. 

13.  Federal  Energy  Regulatory  Commission:  Contact  Kellen 
Flannery,  825  North  Capitol  St..  Rm.  9200.  Washington.  D.C.  20246, 
(202)  357-8373. 

14.  Federal  Maritime  Commission:  Contact  Norman  Littlejohn. 

1100  L  Street.  NW..  Rm.  12411,  Washington.  D.C.  20573,  (202)  523- 
5800. 

15.  Federal  Reserve  Board:  Contact  Ann  Marie  Bray,  Martin 
Building,  20th  and  C  Sts.,  NW..  Rm.  M4364  Washington.  D.C.  20551. 
(202)  452-3667. 

16.  Federal  Trade  Commission:  Contact  Charles  Shepherd,  600  E 
St..  NW.,  Rm.  660  Washington.  D.C.  20580.  (202)  724-1870. 

17.  General  Services  Administration:  Contact  Eleanor  Kelly,  18th 
and  F  Sts.,  NW.,  Rm.  G-142.  Washington.  D.C.  20405.  (202)  566-1794. 

18.  Interstate  Commerce  Commission:  Contact  John  Fristoe,  12th 
and  Constitution.  N.W.,  Room  7310.  Washington.  D.C.  20423.  (202) 
275-0854. 


19.  Merit  Systems  Protection  Board;  Contact  Wayne  Phillips.  1717 
H  St..  N.W.,  Room  255,  Washington.  D.C.  20419,  (202)  653-7124. 

20.  National  Credit  Union  Administration:  Contact  Joseph  Meyers. 
1776  G  St.,  N.W..  Room  6601,  Washington.  D.C.  20456,  (202)  357-1080. 

21.  National  Science  Foundation:  Contact  Dr.  R.  Lynn  Carroll.  1800 
G  St.,  N.W..  Room  527,  Washington,  D.C.  20550,  (202)  357-9838. 

22.  National  Transportation  Safety  Board:  Contact  Lloyd  NcNair, 
800  Independence  Ave.,  S.W.,  Room  836,  Washington.  D.C.  20594. 
(202)  472-6139. 

23.  Nuclear  Regulatory  Commission:  Contact  Jeanne  Cook, 
Maryland  National  Bank  Bldg.,  7735  Old  Georgetown  Road,  Room 
871,  Washington.  D.C.  20555.  Hand  Del..  7735  Old  Georgetown  Road. 
Room  871,  Bethesda.  Md.  20014,  (301)  492-7283. 

24.  Postal  Rate  Commission:  Contact  Shelley  Dreifuss.  2000  L  St.. 
N.W..  Suite  500.  Washington  D.C.  20268,  (202)  254-3841. 

25.  Postal  Service,  U.S.:  Contact  Bob  Jeffrey.  475  L’Enfant  Plaza. 
Room  5666.  Washington,  D  C.  20260.  (202)  245-4556. 

26.  Securities  and  Exchange  Commission:  Contact  Ann  Stansbury, 
500  North  Capitol  St..  N.W..  Room  7322.  Washington.  D.C.  20549. 
(202)  523-3952, 

27.  Small  Business  Administration:  Contact  Paul  A.  Pumpian.  1441 
L  St..  N.W..  Room  219,  Washington.  D.C.  20416,  (202)  653-6169. 

28.  Tennessee  Valley  Authority:  Contact  Dawn  Ford,  400 
Commerce  Ave..  Room  1200,  Knoxville,  Tennessee  37902.  (615)  632- 
4402. 

29.  Veterans  Administration:  Contact  Rosa  Marie  Fontanez,  810 
Vermont  Ave.,  N.W..  Room  1001.  Washington.  D.C.  20420,  (202)  389- 
2843.  Hand  Del.:  1425  K  St..  N.W..  Room  1200.  Washington.  D.C. 
20420. 
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